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Department of Technology 
 
 
Department Description 
Recognized as the city’s “engine of change,” the Department of Technology 
supports the local government information infrastructure that promotes the 
delivery of exceptional customer service, increased efficiency and the 
achievement of peak performance by: 
• Providing and sustaining uninterrupted, secure, and reliable information 

systems 
• Developing and instituting information management policy and procedures 
• Ensuring digital equity to eliminate the digital divide that exists in city 

government and in our communities 
 
DoT provides these key service offerings: 
• Maintenance of the city's information management systems 
• Development and management of MetroNet, the city's telecommunication 

network 
• Citywide telephone services support 
• Citywide mail services support 
• Design and maintenance of the city's website (www.cityofcolumbus.org) 
• Desktop computer support 
• Operation of public, educational, and government access television channels 
• Mayor’s Action Center 
 
 
Department Mission 
The Department of Technology will leverage technology to make Columbus the 
best-performing municipality in the mid-west. 
 

Department Goals, Objectives and Performance Measures 
 
Goal: To deliver exceptional customer service 
 

Performance 
Objectives 

Performance 
Measures 

2001 Actual 2002 Expected 

Increase the percent 
of trouble tickets 

resolved on the first 
call 

Percent resolved N/A 22% 

Reduce by 50 percent 
the number of trouble 

tickets outstanding 
over 30 days 

Number of tickets 
outstanding 

N/A Average = 67.7 tickets 
outstanding per 
quarter as of 3rd 

quarter 
Increase customer 
satisfaction rating 

Customer rating N/A 79% satisfied 
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Goal: To improve communication between and among DoT customers, 
staff, and stakeholders 

 
Performance 
Objectives 

Performance 
Measures 

2001 Actual 2002 Expected 

Increase the 
readership of the DoT 

newsletter by 30 
percent 

Number of intranet 
readers 

N/A 673 intranet readers 
as of 3rd quarter 

 
 
Goal: To ensure the reliability of citywide information systems 
 

Performance 
Objectives 

Performance 
Measures 

2001 Actual 2002 Expected 

Continue to meet or 
exceed the 

percentage of 
application uptime to 

meet SLA 
requirements 

Percent of application 
uptime 

N/A 100% 

Sustain or increase 
the percentage of 
network uptime to 

meet SLA 
requirements 

Percent of network 
uptime 

N/A 100% 

Sustain or increase 
the percentage of mail 

delivered on time 

Percentage of mail 98.52% 99% 

 
 
Goal: To develop and maintain effective web-enabled applications 
 

Performance 
Objectives 

Performance 
Measures 

2001 Actual 2002 Expected 

Increase website hits 
by 15 percent 

Number of website 
hits 

1,297,277 4,500,000 

Increase number of 
transactions on 

website by 50 percent 

Number of 
transactions 

N/A 192,018 as of 3rd 
quarter 

Achieve e-enabling for 
60 percent of City 
business systems 

Percentage of 
systems that have 

achieved e-enabling 

N/A 20% 
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Goal: To develop and maintain secure systems and applications 
 

Performance 
Objectives 

Performance 
Measures 

2001 Actual 2002 Expected 

Prevent 100 percent 
of virus infections  

Number of virus 
infections 

N/A 50 

 
 
Goal: To provide technology leadership to attain greater digital equity in 

our community 
 

Performance 
Objectives 

Performance 
Measures 

2001 Actual 2002 Expected 

Increase the number 
of partnerships that 
address the digital 

divide through training 
and awareness 

Number of 
partnerships 

N/A 18 

Increase the number 
of technology public 

access points 

Number of access 
points 

N/A 12 
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Strategic Priorities for 2003 
 
 
From the Columbus Covenant: 
 
Customer Service 
• Institute a citywide 311 system 
• Institute a customer feedback system for application, mail, and telephone 

services 
• Develop customer service standards and redress policies as a part of service 

level agreements 
 
Neighborhoods 
• Provide technology support to streamlining of permitting processes and 

establishment of one-stop permitting center.  Creation and maintenance of a 
citywide tracking system that will incorporate tracking of plats, plans and 
permits throughout the city.    

 
Safety 
• Provide application alternatives for inventory management system with bar 

coding front-end for the new fire warehouse into the new year. 

Economic Development & Technology 
• Provide technology support to streamlining of permitting processes and 

establishment of one-stop permitting center. Creation and maintenance of a 
citywide tracking system that will incorporate tracking of plats, plans and 
permits throughout the city.  This includes identification and streamlining of 
the business process rules by which the city meets agreed upon service 
standards. 

• Provide leadership support to initiatives designed to bring more technology 
companies to Columbus (incentives, “technology zone,” and workforce 
development). 

Education 
• Provide technology support (leadership and grantsmanship) to creation of 

neighborhood learning centers and community computing centers. 

Peak Performance 
• Implement departmental action plans 

o DoT strategic plan 
o City strategic IT plan 
o Integrated help desk 
o Citywide IT asset inventory 
o Staff development 
o Piedmont relocation plan 
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Additional Department Priorities: 
 
Information Technology Evolution 
During year three of the information technology (IT) evolution, DoT will continue 
to build on the evolution successes of 2002. In accordance with Columbus 
Covenant goals of customer service, economic development and technology and 
peak performance, the following mission critical initiatives are the priorities of 
2003: 
 

• Enterprise Data Center 
Continued relocation and consolidation of citywide email and application 
servers to ArlingGate to provide improved customer service, increased 
efficiencies and reduction in server management expenses.  Clusters of 
servers under consideration for movement are located on the city’s north 
side as well as those still located downtown. 

 
• Systems Management Center (SMC or Enterprise Help Desk)  

Improved customer service and increased efficiencies have been gained 
from consolidation of the city’s help desks. Collapsing these discrete 
entities into a single point of contact has enabled the maturation of DoT’s 
performance measurement process.  Additionally, the full deployment of 
the CA Unicenter suite of tools will enable the department to gain more 
efficiencies from this initiative.  The department continues to gather 
customer requirements to provide accurate, definitive metrics that support 
the service level agreement methodology. In addition, reduction in training 
and software costs is value added.  
 

• Piedmont 
In the initial stage of the IT evolution, all new DoT staff remained in their 
former department locations. Subsequently, the DoT action plan (an 
element of the operations review) recognized the need for improved 
communication and cultural development. Co-location of DoT staff at 
Piedmont will improve internal communication and assist the 
advancement of the cultural transformation as well as ease space 
constraints within DoT and other departments.  
 

• Deploy advanced management tools 
Developing systems that support a high-performing city government 
requires advanced IT management tools. To achieve peak performance in 
2002, DoT will deploy the CA Unicenter, network management and 
security management tools. The CA Unicenter management software and 
hardware will enable the City to increase the efficiency of its day-to-day 
operations by providing a universal method for proactively monitoring and 
managing all mission critical technology resources on an enterprise-wide 
basis. 

City of Columbus 2003 Budget  16-5 



Technology 

E-Government  
In 2003, DoT will continue to implement its successful E-Government strategy of 
empowering citizens with increased access to local government services and 
information, and assisting city departments in achieving peak performance, 
business process improvement, and increased efficiencies through the use of 
Internet technologies.  
 
2002 represented a watershed year in the city’s E-Government program. The 
redesigned site now boasts over 190 on-line services and downloadable forms. 
Citizens can now use the Internet to contact local government, access 
information and publications, link to other sites of interest, watch the Mayor’s 
annual state of the city address on demand and view City Council meetings live 
each Monday. Most importantly, citizens can do business with the city 24 hours, 
7 days a week, improving customer service and service delivery simultaneously.  
New features included on-line water bill payment history, registration for the 
City’s softball leagues and accepting fire fighter applications on-line. The website 
is recognized as the 11th best in the country among 70 cities by Brown University. 
 
The department intends to expand the city’s customer-focused Internet features 
to include tailored service offerings such as language translation and a site 
designed for children. Columbus businesses will benefit from the completion of 
the One Stop Shop, which will streamline the permitting process. Citizens, 
businesses, visitors, and employees will all reap gains in improved customer 
service resulting from the implementation of 311 and related work-order 
management technology for tracking customer requests.  
 
GIS 
Sustaining a citywide GIS program is critical to the overall success of an efficient 
city government.  GIS is a unifying and enabling technology, which, when 
effectively implemented in a citywide or enterprise environment, leads to 
improved workflows and business processes.  These improvements and 
efficiencies translate directly into cost savings.  A successful citywide GIS 
program will streamline and simplify the access to spatial information – and since 
the majority of city information has a spatial (location) component, a successful 
citywide GIS translates directly into a successful city information-based 
operation.  Other benefits of a citywide GIS implementation include: shortened 
and/or enhanced service delivery, elimination of data redundancy, reduction in 
paper usage, and overall economies of scale.  These benefits and economies 
accrue to all city departments and to the citizens of Columbus. 
 
Specific goals for 2003 include: 
 

• Build upon the successful development of a citywide GIS hardware and 
software infrastructure that went into production in January 2001 as part of 
DoT’s enterprise data center 
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• Mature the citywide GIS repository that went into production in June 2001 
 

• Facilitate the maintenance of departmental data through the use of data 
sharing MOUs, the citywide GIS infrastructure and internal staff expertise 

 
• Accelerate the development of web-based GIS tools in order to streamline 

access to GIS data for specific applications (building upon the successful 
development of a crime incident mapping tool and a One-Stop-Shop 
zoning tool in 2001) 

 
• Evolve DoT GIS staff into a mature program office or utility to better serve 

our customers 
 

• Continue to support customers through the DoT helpdesk 
 

• Build upon GIS data sharing MOUs, integrating the MOU and additional 
GIS services into overall basic and service level agreements 

 
• Provide a foundation for 311 and other citywide location-based services 
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2003 Budget Issues 
 
 
• The various budgetary components for the Department of Technology (DoT) 

budget reflect the consolidation of all funding for data processing, 
telecommunications and other information technology assets, and personnel 
associated therewith, for all executive branch divisions within the department. 

 
• The recommended budgets for DoT include funding for 36 full-time general 

fund staff, 106 full-time internal service fund positions, and 15 full-time and 2 
part-time positions funded out of the cable fund. 

 
• A ruling by the Federal Communications Commission (FCC) has reclassified 

cable internet service as an information service.  The ruling is expected to 
have a substantive, negative effect on revenues to the cable communication 
fund.   While the FCC ruling has been challenged in federal court, the city has 
received notice that cable operators have discontinued collection of the 
franchise fee on Internet service customers.   The projections of cable fund 
performance include an estimate of the revenue reduction. 

 
• During 2003, the Department of Technology will begin its implementation of 

an electronic payment engine for the City of Columbus.  This engine will 
process all credit card payments received over the Internet as well as 
electronic checks.  It will be scalable so as to allow for interactive voice 
payments as well as point of service processing.  Furthermore, this solution 
will enable the city agencies to share revenue data accurately and quickly 
with the City Treasurer and City Auditor’s offices. 

 
• Acquisition of the first phase of the city’s 311 system, customer relationship 

management software, will occur in 2003.  311 Services will allow a telephone 
caller to reach non-emergency police service or other municipal services by 
dialing an abbreviated telephone number (3-1-1), making it even easier and 
quicker to access city services for city neighborhoods and get information on 
upcoming events and programs. 
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